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and optimize customer experience Executives 
Contact center operations face dynamic challenges such as inbound call Under very demanding 
spikes, emergency closures and unplanned local holidays. Pointel Dynamic dynamic conditions, enables 
Contact Center Manager (DCCM) empowers multi-site contact center achievement of SLA objectives 
operations team to rapidly and safely respond to such challenges. and optimizes customer 
experience with least 
With a browser-based interface, operators can easily change parameters interruptions 


such as routing, load distribution, agent queues and skills to meet Service 
Level Agreement (SLA) objectives and optimize the customer experience. 


DCCM helps enterprises with Genesys contact center solution to: For Contact Center 

e Empower contact center operators to achieve SLA objectives Operations 

e Reduce cycle-time and increase speed of contact center response Empowers managers, reduces 

e Reduce customer wait-times and minimize abandonment rate cycle-time to react and improves 
e Reduce time spent by Computer Telephony Integration (CTI) engineers operational efficiency 


on production support and increase focus on strategic projects 
Achieve individual user accountability and quick troubleshooting 
Adopt best practices in routing design and business operations 
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DCCM results: BEFORE and AFTER comparison. In the graph above, the call traffic is 
plotted against time. Calls not handled or abandoned are shown in red. DCCM empowers 
contact center operations to manage traffic quickly and improves the customer 
experience. 
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“Pointel has enabled our CONTACT CENTER CHALLENGE - COMPLEX, TIME-CONSUMING 


contact center operations CHANGE PROCESS 


to consistently maintain 
Contact center 


high service levels even infrastructure deployment 
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CTI engineers. When 


such as a site shutdown faced with sudden, 
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due to a snowstorm. Now dynamic changes, the i 
contact center operators o 
our proactive analysts and typically escalate the Contact 
issue in a predetermined Eee 

contact center operations process. This process na 

ieapaseacivand ‘aid results in long cycle-times, pera bleu alias 

y UY higher operational costs implements hanes, 
make adjustments as the and dissatisfied customers. somalia 


situation demands.” 


EMPOWER CONTACT CENTER OPERATIONS 
TO ACHIEVE SLA OBJECTIVES 


Vice-President 
Customer Service 


A leading bank in America Dynamic Contact Center Manager (DCCM) solves the problem of long cycle-time by 


providing contact center Operations with secure, browser-based access to critical 
contact center parameters. User-friendly tags/aliases for cryptic parameter names 
ensure that Operations team can quickly and accurately identify the correct 
parameters to change and achieve the target SLA objectives. 
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ACHIEVE OPERATIONAL FLEXIBILITY WITH SECURITY “Empowering our contact 


Make dynamic adjustments safely with role-based security and limits center operations team 


Add/edit users, define user-friendly parameter names alias, an d Mal nta In ng fu | | 
assign permissions to sections, define limits or ranges, plus 


everything that User and Report roles do accounta bi | ity of a | | 


Administrator 


Edit parameters within limits assigned by administrator, h n r h | | 
add notes to history, add/edit skills to agents cna Bes are bot eq Ua y 


important to us. The added 


Review history of parameters and agent skills across all 
users, save & forward reports by email, add/edit alerts 


ability to rollback changes 


and learn from historical 
e Permit only authorized users. Authorization is based on role. 


e Ensure changes are safe with upper and lower limits. data helps us continuously 
e Easily and quickly rollback any change with complete change history 


adapt best practices.” 
ACHIEVE USER ACCOUNTABILITY AND QUICK PROBLEM ANALYSIS 


With complete history of all changes made by every user, including parameter Contact Center Supervisor 
and agent skill changes, DCCM enables comparison of each change with the A leading telecommunications 
corresponding outcomes in the contact center operation. In case there is an service provider in America 


anomaly, the complete audit trail can be easily analyzed. 
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Report 


Q, Search 


Object Type Object Name | Changed By 


Option Key Previous Value | Current Value 
From Date 09-22-2015 To Date 09-22-2015 S Reset | 


Report 


5 D D ©) Showing all 7 rows [x) 
Changed Time ~ Object Type Object Name Prop Type Option Key Current Value Changed Type 


09-22-2015 17:0... Person Cowan CapacityRule Default_Voice_in...  Default_One_me... Modified sree 


09-22-2015 17:0... Holiday Independence day Mapping Sales_General Added sree 
09-22-2015 16:5... Holiday Sales_Working_... End Time 05:00 PM 04:00 PM Modified sree 
09-22-2015 16:5... Agent Group Denver Membership Cowan Added sree 
09-22-2015 16:5... Person jwilson Agent Template Modified sree 
09-22-2015 16:3... Person sAgent1 Skill GEN_SALES_SK 6 Modified sree 


09-22-2015 16:3... Transaction Emergency_NOAM Annex RCO_SALES _E... ON Modified sree 


e Analyze comprehensive audit trails showing the user, changes with time 
stamp along with notes entered by user. 

e Ensure business objectives are met continuously with Excel downloadable 
reports, emailed reports, comprehensive alerts and triggers. 
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ABOUT POINTEL 


Pointel is a CTI/CRM solutions 
provider and systems integrator 
specializing in implementing 
end-to-end contact center 
solutions. The strength of the 
company is its technical capability 
to take up challenging projects 
and deliver them on time and on 
budget. 
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Since 1999, Pointel has 
implemented scores of Genesys 
solutions with a 100% success 
track record. 


Pointel’s product portfolio: 


¢ Softphone ( Thin-client ) 

e Dashboard 

e Outbound Call List Generator 
e And more... 


Pointel also provides systems 
integration for Amdocs (Clarify), 
Microsoft CRM, Oracle CRM, 
Salesforce CRM, Remedy, Siebel, 
SAP and more.. 


Pointel, Inc. 

1941 Oak Tree Road, Suite 104 
Edison, NJ 08820 

Phone: (732) 744-0440 


contact@pointel.com 
www.Pointel.com 
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BEST PRACTICES FOR CONTINUOUS OPERATIONS IMPROVEMENT 


DCCM’s browser-based secure access to critical contact center parameters enables 
best practices by separating parameters from routing design logic, giving control to 
the contact center operations team and maintaining a detailed audit trail of changes. 


EXTENSIBLE, STANDARDS-BASED ARCHITECTURE 


Based on an Model-View-Controller (MVC) architecture separating the presentation 
layer, business logic and the data layer, DCCM is easy to configure and deploy. DCCM 
accesses Genesys configuration data through the Configuration Server ensuring 100% 
data integrity at all times. DCCM supports future Genesys upgrades since it is built on 
the recommended Genesys SDKs. DCCM supports high-availability through load 
balancing and connections to Genesys primary and backup configuration servers. 


SUMMARY 


Contact center operations are faced with rapidly changing conditions such as 
inbound call spikes, emergency closures and local holidays. DCCM empowers contact 
center operators with intuitive and safe access to critical parameters and agent skills, 
enabling them to effectively handle such changes and meet SLA objectives and 
optimize the customer experience without any interruptions or delays. 


Feature Benefits 


U Browser-based Intuitive, user-friendly access from any 
computer, anytime without a need for any 
desktop application installation. 

Provides high level of control to ensure that 
only permitted users make changes to mission- 
Critical operational parameters. 

Enables business users/command center 
operators to quickly and accurately identify 
parameters and avoids confusion. 


Ü Role-based security 


ü User-friendly aliases/tags for 
cryptic parameter names, e.g. 
“Miami Call Center Open Close 
Flag as a tag for MOCF” 
ü Built -in validation with lower Ensures that business users/command center 
and upper limits to parameters.| operators don't cause any undue damage to 
operations. 
U Comprehensive audit trail for Enables quick rollback of changes if required, 
all changes with relevant notes.| fast debugging of operations when required, 
establishes best practices, provides quick 
learning. 
Maintains data integrity, avoids duplication of 
mission critical parameters and ensures 
compatibility as Genesys infrastructure is 
upgraded. 


Ü Real-time key-value pair 
updates through Genesys 
Configuration Server, utilizing 
the Genesys Software 
Development Kit (SDK) 

O Standard hardware & software-| Easy, fast deployment. 
based 


